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Effect of Customer Value on Customer Loyalty in Primary Care:
Focusing on the Mediating Role of Customer Satisfaction
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Abstract

The purpose of this study was to examine how Customer Value perceived by customers
affected Customer Loyalty through Customer Satisfaction in Primary Care and to reveal the
structural relationship of selected variables related to CRM. The major findings of the study
were as follows: First, Convenience Value, Response Value and Reliability Value exerted an
influence on Customer Satisfaction. Second, Customer Satisfaction affected Customer Loyalty
that referred to Repurchase and Word-of-Mouth Intention. Third, Convenience Value, Response
Value and Reliability Value had an effect on Repurchase through the perfect mediating role of
Customer Satisfaction, and Convenience Value and Response Value exercised an influence on
Word-of-Mouth Intention through the perfect mediating role of Customer Satisfaction.
Reliability Value served to stir up Word-of- Mouth Intention even if there was no Customer

Satisfaction.

B keyword : | CRM | Customer Value | Convenience Value | Response Value | Reliability Value |
Customer Satisfaction | Customer Loyalty | Repurchase | Positive Word-of-Mouth Intention |
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